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Francophone Treatment 
Unit active 


The new Francophone Treatment Unit at the Ottawa- 
Carleton Detention Centre is humming with activity. 
Since it introduced its first French bre Alcohol and 
Drug program in April 1990, 14 inmates oe graduated 
from the program. 

Among the graduates were five unilingual franco- 
phones who otherwise would not have had access to 
meaningful treatment because of difficulties with En- 
glish. The uniqueness of the program even attracted two 
offenders from Quebec who requested a transfer of sen- 
tence to Ontario so they could participate in the treatment 
program. 

Staff at the unit are always looking for offenders who 
could benefit from the program ad encourage other 
ministry staff to make referrals whenever possible. Sen- 
tenced offenders are considered for selection if they are 
willing to receive treatment, are motivated to overcome 
their problem, have no outstanding charges and function 
well in French. 

A unique feature of the treatment unit is that some 
staff members are assuming double duty in non-tradi- 
tional roles. According to the unit’s social worker, Anthony 
Hayes, the registered nurse, the recreational officer and 
five RP | officers are also assigned as case managers. 

“To my knowledge,” says Anthony, “this is not being done 
anywhere else,” adding that the case managers all one 
teered to work one-on-one with residents to become 
involved in counselling. 

The 16-bed facility is located within OCDC’s mini- 
mum security area, where work will begin shortly to 
expand the unit’s clinical working space. The main treat- 
ment focus of the unit centres around substance abuse 
and discharge planning. However, other services for an- 
ger management and family violence are also provided 
through an individualized treatment plan. Program par- 
ticipants come mainly from the Ottawa, L'Orignal and 
Cornwall areas, but some have transferred from Northem 
Ontario. 


_ Just the receptionist, you say 


Ifyou think working as a receptionist is the easiest job there is, think again. 
Better still, try it fe a day, as Danielle Daigle, a trainer on tele phone 
communication skills, once did. Perhaps vou will gain a better apprecia- 
tion for those who answer the phones and greet visitors to the ministry’s 
offices. 

In a training session with ministry staff recently, Danielle said, “One 
day [heard a voice ask, “Who would like to replace the receptionist for the 
day? I jumped up and answered, ‘I will! will”, thinking I would be sitting 
all day taking it easy, just answering the phone. Was I in fora shock. By the 
end of the day I was totally exhausted.” 

Danielle explained that the experience taught her the job is not as 
easy as it seems, and that communicating over the telephone requires 
definite skills. Not only does it require comprehending the words that are 
spoken, but also a variety of accents, jargon and idiomatic expressions. At 
times, more troubling than this can be ov ercoming the disturbing effect of 
background noise. 

When answering the telephone, Danielle told the group, a reception- 
ist not only must ee e answers to every question, but also must be able to 
react with confidence and convey a positive attitude. Pronunciation, 
rhythm, intonation and language ‘used all contribute to satisfying the 
client. 

The following list of correct telephone usage will help all of us show 
our professionalism when communicating with the public: 


Bonjour! 
(covers all three) 


Good morning! 

Good afternoon! 

Good evening! 
Mr/Mrs./Miss X speaking. 
Please, hold the line. 

May I help you? 


M./Mme/Mlle X à l'appareil. 
Ne quittez pas, s.v.p. 

Puis-je vous aider? 

Est-ce que je peux vous aider? 
De la part de qui, s.v.p.? 

Je lui donne la communication. 
(avoid “Je transfère l'appel”- 
anglicisme) 

Un moment/instant, s.v.p. 
Ille vient de partir. 
Voulez-vous laissez un message? 


Who is speaking please? 
[ll transfer your call. 


One moment, please. 

He/she has just left the office. 
Would you like to leave a 

ue 

You're welcome. Il n'y a pas de quoi. 

De rien. 


‘mywee laddie ad à 
pint too many last” 
5 night, Whered you 


7 put im? 


Mon pit gars va 
Crever Sans Tout ere 
Faut quon Soccupe j 


Agency designations 
increase 


Approval has been given the Nipissing District Youth 
Employment Services to operate the province's first Phase 
2 young offender open custody residence to be designated 
for French language services. Scheduled to open in spring 
1991, the bilingual co-ed facility will accommodate eight 
males and two females from all areas of the province. 

The contracting agency has already been recognized 
in North Bay for providing quality services in the areas of 
employment, education, community service order place- 
ments and community supervision. In fact, the agency has 
also accepted designation to provide cominunity service 
order placements to francophones for the ministry in 
North Bay. 

Four other community agencies have also recently 
consented to designation to provide quality French lan- 
guage services to ministry clients. The agencies include 
VOICCS, contracted to provide community service order 
placements and volunteer services in the Sudbury area, 
and RECON in Timmins, also contracted to provide 
community service order placements. The Timmins 
Family Counselling Centre will offer its spouse abuse 
program in French, while La Fraternité will provide 
counselling and residential programs for adult offenders 
in Sudbury. 

These agencies were recommended for designation 
by the Office of Francophone Affairs to the Cabinet 
Office after meeting the following criteria: 


* service must be permanent and of high quality 

* access must be readily available at all times 

e there must be effective representation of French- 
speaking persons on the board of directors and its 
committees 

+ there must be effective representation of French- 
speaking persons at management levels 

° there must be accountability of the board of directors 
and senior management for French language services 


Although the ministry is encouraged by the initiative 
of several community agencies in seeking designation, 
others will be required to ensure adequate and quality 
services for the ministry’s francophone clientele. 


Needs study underway 


The ministry is currently conducting a study to assess 
language, cultural and program needs for francophone 
adult and young offenders in communities and at institu- 
tional sites in designated areas of the province. 

The first part of the study will profile the francophone 
offender, summarizing personal, demographic, criminal 
and linguistic information to determine program needs. 
The second part will outline a ministry plan to enhance 
the availability and delivery of French language correctional 
care, 

Results of the study will be presented in March 1991. 


FLS Briefs 


Report on designated positions 1990 
Twenty-six additional designated positions have been filled with bilingual 
candidates to date this year, bringing the total to 357. This represents 74 
per cent of the total 487 positions slated for designation under the 
ministry's French language services implementation plan. Designated 
positions represent six per cent of the ministry's workforce, which is 
comprised of 8495 classified and unclassified staff. 
DESIGNATED POSITIONS 


Ministry Total 1990 % 
Total Designated Filled 
Head Office 
(including 
Corporate Office) 488 38 i Tl 
Regional Offices 86 6 BS 83 
Probation & Parole 952 104 81 78 
Institutions 5481 330 236 72 
Ontario Board of Parole 51 9 8 89 
Unclassified 1437 N/A N/A N/A 
TOTAL 8495 487 By 74 


FLS manual ready 

The French Language Services Manual has been completed and should 
be available for distribution in November 1990. It will be a valuable tool 
for all ministry personnel, clarifying policy and procedures regarding the 
implementation and ongoing delivery of French language services within 
the ministry. A lexicon of correctional terminology complements the 
manual. 


Second FLS conference scheduled 

The French Language Services Unit is organizing a conference for all 
bilingual managers to identify and resolve critical issues pertaining to 
French language services in the ministry. Managers and superintendents 
are encouraged to contact the French Language Services Unit if they wish 
to put forth any concerns or issues for discussion prior to the conference. 
A strong representation is anticipated for the conference which is sched- 
uled to take place in the spring of 1991. 


Community programs to be profiled on TVO 

Be sure to have your television tuned to TVOntario’s La chaine frangaise 

at 8:00 p.m. on November 6, 1990, when Correctional Services will share 

the spotlight with two other government ministries on a program called 

Accés. Featuring interviews with staff from the Hawkesbury P/P Office 

and L'Orignal Jail, the program will profile some of the community 
@programs available in French to ministry clients in the area. 


If you would like more information on the 
French Language Services Act, 1986, or its 
implementation in the ministry, the French 
Language Services Unit would be pleased to 
help you. 


Daniel Gingras, 
Suzette Bédard, 


Co-ordinator aaa (705) 495-3800 


Assistant 
Co-ordinator 


Program 
Claude Charland Analyst 


Carole Renaud Secretary 
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